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What Makes The Difference?  
TOOLS and RESOURCES  

 
 
NAME OF TOOL/RESOURCE:   
Service Level Agreement between Middlesbrough Council and a local provider of supported 
accommodation. 
 
NAME AND REGION OF AGENCY/ORGANISATION THAT DEVELOPED THIS TOOL/RESOURCE: 
Middlesbrough Borough Council 

 
Purpose and Brief Description of Tool/Resource: 
This service level agreement clarifies the relative expectations of the council and the accommodation 
provider.      
      
Publication Date:  Apr 2005      

 

 
Contact details 
for further 
information 
about this 
tool/resource  
 

 
Denise Poskett (Accommodation Officer) 
Middlesbrough Council 
PO Box 99A 
Town Hall 
Middlesbrough 
TS1 2QQ 
01642 354100 
E: mail: CFLEnquiries@middlesbrough.gov.uk 
 

Evidence for the effectiveness/impact of this tool/resource 

Positive impact of 
this tool/resource: 

1. This SLA is specific to local requirements but is a good example in terms of 
structure and clarity. 

2.        

3.        
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SERVICE LEVEL AGREEMENT 

 

This agreement is made the 11 day of April 2005 between: 

(1) The Council of the Borough of Middlesbrough (hereinafter 

“The Council” ) PO Box 99a Town Hall, Middlesbrough 

TS1 2QQ 

and 

(2) Community Campus 87 (hereinafter “the Service Provider”) 

of address whose office is at St Mary’s Centre, 82-90 

Corporation Road, Middlesbrough, TS1 2RW and whose 

registered office is at St Mary’s Centre, 82-90 Corporation 

Road, Middlesbrough, TS1 2RW Registered in England, Number 

26020R 

 

1. The purpose of the Agreement 

 

1.1 

This Agreement is made between the Council and the Service 

Provider for the provision of supported accommodation for 

young people known as Community Campus 1987 (“the Service”).  

The Service Provider will provide good quality accommodation 

and support to those young people who have been assessed by 

the Council and by CC 87 as requiring the Service (“the Service 

User (s)) 

 

2. Agreement period 

 

2.1 

The period of the service level agreement commences from the 

date the licence is signed until such time as it is terminated as 

set out in section 12. 
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3. Description of the Service 

 

3.1 

The Service Provider will provide the Service in accordance 

with the requirements of the Service Specification that forms 

Appendix A of the Agreement. 

 
4. Children, Education and Learning Dept. Responsibilities 

 

4.1 

Those young people who are supported by the Council and in 

need of accommodation will be assessed by the Council for 

their accommodation needs.  If that assessment indicates that 

the person needs those services the Council will refer them to 

the Service. 

 

4.2 

The Service Provider may decline referrals from the Council. 

Certain applicants may also be excluded from the Service as 

detailed in Appendix F. 

 

4.3 

If an applicant is denied the Service then the Council may 

appeal against this decision for a review of the application.  

Appeal Procedures are detailed in Appendix F. 

 

4.4 

On referral the Council agrees to share any information which 

the Personal Advisor deems relevant to the Service Provider, in 

order for the Service Provider to make a decision upon 

referrals. The Service Provider agrees to keep such 

information confidential in accordance with Clause 22 in this 

agreement. 
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4.5 

Following an offer of property, Personal Advisor will attend a 

Pre-tenancy meeting with the Service User and allocated 

Support Worker.  Here expectations of the Service User and 

responsibilities of all parties will be discussed. 

 

4.6 

The Personal Advisor will be present when the Service User 

and the Service Provider sign the Inventory.  The Personal 

Advisor will also sign the Inventory to confirm that they are 

satisfied and agree with the contents of the Inventory. 

 

4.7 

The Service Provider and the Service User in the presence of 

the Personal Advisor will review the Inventory at four monthly 

intervals.  All parties will sign to confirm that they are 

satisfied and agree with the contents of the Inventory. 

 

4.8 

Every two monthly the Personal Advisor will attend a three-way 

meeting with the Service User and allocated Support Worker.  

The purpose of this meeting is for all parties to discuss the 

placement and support package and address any issues. 

 

4.9 

Every four months the Personal Advisor will attend a Tenancy 

Review meeting with the Service User and allocated Support 

Manager.  The purpose of this meeting is for the Service 

User’s tenancy to be reviewed and possible move into 

alternative accommodation can be discussed. 

 

4.10 

In the event of a problem either the Service Provider or the 

Council may request an emergency meeting be held.  The 

Personal Advisor will endeavour to attend any requested 
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emergency meeting particularly re word – will attend ‘as soon as 

possible’. 

 

4.11 

If the Service User is agreeable, the Personal Advisor will 

ensure that the allocated Support Worker is invited to attend 

Pathway Reviews every six months. 

 

4.12 

The Council’s Children, Families and Learning Department will 

act as a guarantor of any rent/unpaid bills and recharges 

(providing compliance with clause 4.6 and 4.7 is evidenced) 

under the tenancy of those young people who fall into the 

category of Eligible or Relevant under the Children (Leaving 

Care) Act 2000. Relevant child defined in S23A and Eligible 

child defined in Sch2 para 19B. 

 

5. Monitoring, Review and Variation of the Service 

 

5.1 

The Council and the Service Provider will each nominate an 

officer who will meet on a quarterly basis and at such times as 

the Council and the Service Provider considers necessary, to 

monitor the effectiveness and quality of the Service provided 

by the Service Provider under this agreement.  All discussions 

at these meetings are to be recorded in writing by the Council 

and provide a copy to the Service Provider. 

 

5.2 

The Service Provider shall keep (individual  written) records 

relating to the provision of the Service as the Council may 

from time to time request copies of such records when 

required. 
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5.3 

The Council and the Service Provider shall conduct an Annual 

Review of the service provided by the Service Provider.  The 

annual review will be held on an agreed date by the Council and 

the Service Provider. 

 

5.4 

The Council shall notify the result of the Annual Review to the 

Service Provider. 

 

5.5 

The Council and the Service Provider may agree to vary the 

Service at any time during the Agreement.  Such variation shall 

be recorded in writing and signed by the Council and the 

Service Provider and to be effective from a date to be agreed 

by the Council and the Service Provider. 

 

6. Monitoring, Review and Variation of the Service to an 

Individual. 

 

6.1 

If for a period of 28 days the Service User is unavailable or 

unwilling to receive the service from the Service Provider then 

the Service Provider must immediately notify the Council, 

which may then review the provision of the services for that 

Service User.  At any time during the period of this 

Agreement, the Council and the Service Provider may review 

the Services received by an individual Service User. 

 

6.2 

Any such variation of the service for that particular Service 

User will be effective from a date agreed by the Council and 

the Service Provider. 
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7. Premises and Equipment 

 

7.1 

The Service Provider shall ensure that throughout the period 

of this agreement the premises in which the Service is 

provided are:- 

 

• Suitable for the provision of the Service 

• Safe 

• Clean on commencement of tenancy 

• Secure 

• In compliance with all relevant legislation and regulations 

• The Service User must be advised how to access the repair 

Service. 

 

7.2 

The Service Provider will ensure that throughout the period of 

this agreement any equipment belonging to the Service 

Provider and used for the provision of the service, or used by a 

Service User whilst receiving the service is:- 

 

• Insured 

• Regularly maintained in accordance with the manufacturer’s 

instructions. 

• In safe working order. 

• In compliance with all relevant legislation and regulations 

• Anyone using equipment is properly trained and supervised in 

its use. 

• Equipment needs to be portable appliance tested. 

 

The Service User will be advised to take out their own 

insurance for any personal possessions. 
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8. Workforce 

 

8.1 

The Service Provider shall ensure that the Service is 

appropriately managed and monitored and that all workforce 

delivering the service, regardless of their status of 

employment, are appropriately qualified, trained or supervised.  

All workers must be employed in accordance with employment 

legislation and the Service Providers normal practices. 

 

8.2 

If requested by the Council, the Service Provider shall provide 

the Council with such details as the Council may reasonably 

require of any persons employed or used in connection with the 

provision of the service, including:- 

 

• Credible references of members of the workforce obtained 

prior to their employment. 

• Evidence that members of the workforce have successfully 

been CRB checked. 

• Evidence that members of the workforce are suitable 

trained or qualified. 

 

8.3 

The Service Provider shall not employ or use in connection with 

the provision of the service an individual who has a conviction 

that in the opinion of the Council makes the person unfit or 

undesirable to work with the people who the Service Provider 

provides the service. 

 

8.4 

The Service Provider shall at times including during workers 

holidays, illnesses or any other absences provide sufficient 

suitably trained workers to ensure that the service is provided 

in accordance with the terms of this agreement. 
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8.5 

The said workers shall not be deemed to be employees or 

agents of the Council and the Service Provider shall be liable at 

all times for the said workers and shall indemnify the Council in 

respect thereof. 

 

9. Finance 

 

9.1 

Outline the price payable by the Council to the Service 
Provider for the service – as detailed in Appendix B. 
 

10. Indemnity and Insurance 

 

10.1 

The Service Provider agrees to indemnify the Council from and 

against all action claims and costs and proceedings.  Whether 

on account of personal injury or death or loss or damage to 

property or otherwise which arise from the provision of the 

service which are not attributed to the negligence of the 

Council it’s servants or agents.  This does not apply to clause 

4.12 of this agreement. 

 

10.2 

The Service Provider shall maintain in force throughout the 

term of the agreement adequate insurance to cover the 

following liabilities and shall provide a copy of any certificate 

of such insurance to the Council upon request:- 

 

• Employer’s Liability of at least £10,000,000 

• Public Liability up to £3,000.000 in respect of any one event 

• Property and contents insurance and practice liability 

insurance if appropriate. 
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11. Breach of Contract 

 

11.1 

If the service is not provided in accordance with the terms of 

this agreement either party may, by written notice, require the 

other party to remedy the failure and act in accordance with 

the terms of the agreement within a specified period of 28 

days. 

 

12. Termination 

 

12.1 

The Council may terminate this agreement immediately if the 

Service Provider:- 

 

• Fails to remedy any failure and to provide the service in 

accordance with the terms of this agreement within the 

period specified in clause 11. 

• Commits a serious breach of the terms of this agreement. 

• Persistently fails to provide the service in accordance with 

the terms of this agreement. 

• Becomes bankrupt, makes an arrangement with its creditors 

or other arrangements under the insolvency Act 1986. 

• Has an administrative receiver of liquidation or manager 

appointed or has a winding up order been made. 

• Places Service Users at risk or takes financial advantage of 

any Service User. 

• Has committed any offence under the Prevention of 

Corruption Acts 1889 to 1916. 

• Has offered or given any disclosed or illicit fee or reward to 

any member or Officer of the Council. 
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12.2 

The Service Provider may terminate this agreement 

immediately if the Council breaches a term of this agreement 

and fails to remedy it within the period specified in clause 11. 

 

12.3 

Without prejudice to the foregoing, either the Council or the 

Service Provider may terminate this agreement by serving upon 

the other six months written notice. 

 

12.4 

Any termination of this agreement is without prejudice to the 

rights of  the Council by the Service Provider in respect of any 

antecedent breach by the other party of any of the terms of 

this agreement. 

 

12.5 

If either the Council or the Service Provider waives a breach 

of any of the provision of this agreement it shall not be 

treated as a waiver of any subsequent breach of the same or 

any other provision of this agreement. 

 

12.6 

If either the Council or the Service Provider fails to exercise 

or delays in exercising any power or remedy under this 

agreement that shall not constitute a waiver by that party of 

that right or remedy. 

 

13. Dispute Resolution 

 

13.1 

In the event of a dispute or difference arising between the 

Council and the Service Provider relating to the agreement, 

both parties shall seek to resolve the dispute at the earliest 
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opportunity without recourse to the formal dispute procedure 

in clause 12. 

 

13.2 

If the Council and the Service Provider are unable to resolve 

the dispute informally either party may invoke the following 

dispute procedures. 

 

• Request a meeting between representatives of both parties 

to discuss the issue with a view to resolving the dispute by 

mutual agreement.  If the dispute remains unsolved then 

further meetings may be requested involving senior 

representatives of both parties if appropriate. 

 

• If the dispute is still not resolved then the matter will, if 

both the Council and the Service Provider agree, be 

referred to independent mediation as soon as reasonably 

possible.  The mediator shall be an individual agreed be an 

individual agreed by both parties. 

 

• If the matter cannot be satisfactorily resolved through 

mediation it may be referred to an independent arbitrator 

agreed by both parties whose decision shall be final and 

binding on both parties. 

 

13.3 

Use of the dispute procedure will not delay or take precedence 

over any use of the breach or termination provisions in this 

agreement. 

 

14. Agency 

 

14.1  

The Service Provider shall not be the agent of the Council for 

the purposes of the provision of the Service under this 
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agreement.  Nothing in this agreement shall create any agency 

joint venture or partnership between the Council and the 

Service Provider nor shall the Council be liable for any losses, 

claims, demands, damages or liability arising out of the 

provision by the Service Provider of the Service. 

 

15. Sub-Contracting and Assignment 

 

15.1 

If the Service Provider proposes to make any arrangements 

for the provision of any part of the service by a sub-

contractor or to assign its rights or obligations under this 

agreement.  The Service Provider must submit details of those 

proposed arrangements or assignment to the Council for the 

Council’s approval.  Any assignment shall not take place until 

the Council has given its consent in writing to those 

arrangements and such consent shall not be unreasonably 

withheld. 

 

16. Statutory Obligations. 

 

16.1 

The Service Provider shall comply with all statutes, regulations 

and Codes of Practice and any standards issued by the 

Commission for Social Care Inspection relating directly or 

indirectly to the provision of the service. 

 

17. Notices 

 

17.1  

Any notice to the Council or the Service Provider shall be 

deemed to be sufficiently served if addressed and delivered 

personally to or sent by recorded delivery post to: The 

Corporate Director of Social Services for the Council at 3rd 

Floor Civic Centre, Middlesbrough and to the Service Provider 
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at its last known address.  Notices sent by post shall be 

deemed to have been received on the second working day after 

posting and notices delivered personally shall be deemed to 

have been received on the day on which they are served. 

 

18. Complaints by Service Users 

 

18.1 

The Council operates a policy of complaints or disputes being 

resolved at the earliest and most informal opportunity and at 

the point closest to service delivery.  The Service Provider is 

required to adopt this procedure and provide the Service User 

with the information on how they can complain. 

 

18.2 

The Service Provider must have a written procedure to enable 

individual Service Users or someone acting on their behalf to 

make comments or complaints relating to the service provided 

to them.  The procedure should be simple, explicit and ensure a 

prompt response.  Complaints procedure detailed in Appendix C. 

 

18.3 

The existence of the Service Provider’s complaints procedure 

does not remove the Service Users rights of access to the 

Council’s Children, Families and Learning Complaints Procedure.  

The Service Provider must ensure that any leaflets or 

documents relating to the Service Providers complaints 

procedure also makes the Service Users aware of their rights. 

 

18.4 

The Service Provider shall provide to the Council details of any 

complaints received by the Service Provider relating to the 

provision of the Service together with a report of the action 

taken by the Service Provider in respect of such complaints. 
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18.5 

If a complaint is made to the Local Government Ombudsman 

relating to the service provided by a Service Provider to co-

operate fully in such an investigation. 

 

18.6 

Where the Local Government Ombudsman makes a 

maladministration against the Council in respect of a matter 

arising through the fault or negligence of the Service Provider 

the council requires the Service Provider to indemnify the 

Council to the extent to which the Local Government 

Ombudsman apportions the blame to the Service Provider. 

 

19. Force Majeure 

 

19.1 

The Service Provider shall not become liable for any default in 

provision of the service by reason of:- 

 

• Act of God 

 

• War 

 

• Civil Unrest 

 

• Acts of terrorism 

 

•  

20. Data Protection 

 

20.1 

The Service Provider shall in the performance of its 

obligations under this agreement complete with the provisions 

in the Data Protection Act 1998 and any statutory re-

enactment or modification thereof, and any regulations made 
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thereunder and any Code of Practice or guidance issued by the 

Information Commissioner. 

 

21. Third Party Rights 

 

21.1 

The Council and the Service Provider agree that except where 

provided for in this agreement, nothing else in this agreement 

is intended to confer or will confer by necessary implication 

any power or right on any person who is not party to this 

agreement. 

 

22. Confidentiality 

 

22.1 

The Service Provider must have a policy of confidentiality in 

respect of personal information about the Service User and 

ensure that it is put into practice. 

 

22.2 

Service Users must be satisfied that their confidence will be 

respected and that information supplied by them to the 

Councils Children, families and Learning Department will not be 

disclosed without their permission, except in circumstances 

relating to public and personal protection matters. 

 

22.3 

The Councils Children, Families and Learning Department will 

make available to the Service Provider all necessary 

information to ensure that the agreed support within a Service 

User’s Support Plan can be provided.   In the spirit of mutual 

trust between the Councils Children, Families and Learning 

Department, its Service Users and Service Providers:- 

 

• Personal information must be treated as confidential. 
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• Information is to be used only for the purpose for which it 

is provided. 

 

• Information must not be passed to a third party without the 

agreement of the Personal Advisor of the Service User, 

except in circumstances related to public or personal 

protection and then only to those people who require it in 

the exercise of their professional duties. 

 

23. General 

 

23.1 

This agreement represents the complete agreement between 

the Council and the Service Provider and supersedes all other 

undertakings and agreements relating to the service. 

 

23,2 

This agreement is governed by English Law and shall be subject 

to the jurisdiction of the English Courts. 

 

24. Appendices 

 

24.1 

The following appendices form part of this agreement:- 

A Service Specification 

B Finance Procedure 

C Complaints Procedure (theirs) 

 

24.2 

Any appendices listed below do not form part of this 

agreement and are attached for information only:- 

D Referral Form 

E Exclusion Details 

F Appeal Procedure 
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G Tenancy Agreement 

H Inventory 

I Standard Support Plan 

J Employment Policy 

 

25 Signatures 

 

………………………………………………………………………………  Date …………………… 

 

                             On behalf of the Service Provider 

 

Designation ……………………………………………………… 

 

 

……………………………………………………………………………..   Date ………………… 

 

                            On behalf of Middlesbrough Borough Council 

 

Designation ………………………………………………………… 

 

                           Head of Social Services 
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APPENDIX  A 
 
 

The Service Provider will provide the Service Specification, 
which will also contain the following: 
 
1. Service Values 

 

The Service will be provided in accordance with the values 

adopted by the Councils social Services and Health Committee, 

which are as follows:- 

 

Privacy -  The right of the individual to be left alone or 

undisturbed and free from intrusion or public attention to 

their affairs. 

 

Dignity -  Recognition of the intrinsic value of people 

regardless of circumstances by respecting their uniqueness and 

their personal needs treating them with respect. 

 

Independence -  Opportunities to act and think without 

reference to another person, including a willingness to incur a 

degree of calculated risk. 

 

Choice – Opportunity to select independently from a range of 

options. 

 

Rights -  The maintenance of all entitlements associated with 

citizenship. 

 

Fulfilment – The realisation of personal aspirations and 

abilities in all aspects of life. 
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2. Service Provider and Service User Involvement 

 

2.1 

The Councils Children Families and Learning, and Health 

Committee has endorsed the following policy statement in 

respect of Service User involvement:- 

 

Middlesbrough Children, Families and Learning Department 
seeks to involve Service Users and those who look after them 
as fully as possible in the decision making process that affect 
their lives.  The overall aim of this policy is to enhance the 
quality of life of Service Users.  This will be achieved by 
empowering them to have greater control over their lives and 
by enabling them to exercise choice or share greater control 
over a range of issues including choice about the sort of 
services they themselves need.  The policy is adopted by the 
Department; and shall be used in the strategic planning of 
future services. 
 
This reflects the Children Families and Learning, and Health 
Committee’s commitment to combating social exclusion by 
enabling people to exercise fully their social, cultural and 
political rights. 
(Social Services and Health Committee – February 1997, 
minute no. 2909). 
 
2.2 

The Service Provider shall work in partnership with Service 

Users and officers of the Councils Children, Families and 

Learning Department to implement this policy in relation to the 

service. 
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3. Service Aims and Objectives 

 

Service Provider to provide the primary aim of the Service and 
Objectives of the Service. 
 
4. Service Provision 

 

The Service Provider to provide the Service Provision.  This 
will include details of the premises and staff, including staff 
cover and roles. 
 
5. Referrals 

 

Service Provider to provide details of the referral procedure.  
This will include information about the referral form (Appendix 
D) details of waiting list and applicants accepted on merit (ie 
due to homelessness). Refusal of applicants and appeals against 
this, also interviews. 
 
6. Move in 

 

Service Provider is to inform the Service User’s personal 
advisor who will then ensure that when a Service User is 
moving into a tenancy their family members/foster/residential 
carers will be fully involved in this process every step of the 
move, if compliant with Service User’s wishes. 
 
7. Case Planning and Review 

 

During the pre tenancy meeting the Service Provider to 
provide details of the Support Worker Service, their role and 
how many hours of support they provide. Details of the 
Support Plan to be provided and review meetings to be 
arranged between the Service Provider, Service User and the 
Council. 
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8.Termination of the Service to an individual Service User 

 

8.1 

Details of the termination of the tenancy will be detailed here.  
It will be stated that the Service Provider can only seek 
possession of the property in accordance with the Housing Act 
1989, for example: 
 
Service Users will be issued with an Assured Shorthold 

Tenancy, this means that the Service Provider can regain 

possession of the property 6 months after the beginning of the 

tenancy.  This is provided that they give the tenant at least 2 

months notice in the correct format.  The Service Provider can 

only seek possession of a property during the fixed (first six 

months of the tenancy) if they apply to the Courts for 

possession on grounds.  In cases like this it is up to the Courts 

to decide whether one or more of the grounds apply. 

 

8.2 

If the Service Provider is to seek possession of the property, 

the Service Provider will provide the Council their grounds for 
seeking possession. 
 
8.3 

The Service Provider will call an emergency meeting if a 

tenancy begins to break down.  The Service User will always be 

given the opportunity to rectify the situation before notice is 

served. 

 

8.4 

The Councils  Children, Families and Learning Department will 

be kept informed by the Service Provider of every stage of 

the possession. Everything possible will be done by the Service 

Provider and the Children, Families and Education Department 
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to ensure that the Service User has alternative 

accommodation. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


